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CIVIL  AERONAUTICS  BOARD 
(Docket  3714S] 

Consumer  Program 

agency:  Civil  Aeronautics  Board. 
action:  Publication  of  consumer  program. 

summary:  The  CAB  adopts  its  final  consumer  program 
statement  in  volumtary  compliance  with  Executive  Order 
12160. 

DATES:  Adopted:  May  23, 1980.  Effective:  May  23, 1980. 

FOR  FURTHER  INFORMATION  CONTACT:  Desta  McDowell, 
Bureau  of  Consumer  Protection,  Civil  Aeronautics  Board, 

1825  Connecticut  Avenue,  N.W.,  Washington,  D.C.  20428, 
202-673-5482. 

SUPPLEMENTARY  INFORMATION:  On  December  10, 1979,  the 
Civil  Aeronautics  Board  published  its  draft  consumer  - 
program  in  the  Federal  Register,  in  voluntary  compliance 
with  Executive  Order  12160.  All  Board  members  reviewed 
and  approved  the  draft  program  statement,  which  the  Bureau 
of  Consumer  protection  prepared. 

We  received  eight  comments  on  the  program.  Three 
comments  were  submitted  by  individual  consumers,  four  by 
consumer  organizations,  and  one  by  a  trade  organization. 

Comments  were  very  favorable  to  the  program  and  the 
clarity  and  readability  of  the  presentation.  One  consumer 
group  stated  that  “We  regard  the  CAB  plan,  now  largely  in 
place,  as  a  model  we  hope  other  agencies  will  emulate.”  Two 
commenters  expressed  concern  about  the  future  of  consumer 
protection  as  the  plans  for  phasing  out  the  CAB  under  the 
Airline  Deregulation  Act  are  implemented,  and  they 
recommended  that  specific  plans  be  developed  to  protect  the 
consumer’s  interest.  The  National  Consumers  League  noted 
that  “The  critical  question  is  not  the  effectiveness  of  the 
present  consumer  program  in  the  CAB  but  the  future  of 
consumer  protection  when  the  Board  no  longer  exists.”  The 
Board  is  concerned  about  the  future  of  consumer  protection 
actively  involved  in  planning  for  continuation  of  consumer 
protection  after  the  Board  sunsets. 

The  following  comments  were  made  on  speciBc  sections  of 
the  program: 

Consumer  Affairs  Perspective.  Commenters  generally 
found  the  explanation  in  this  section  very  clear  and  believed 
that  the  system  described  is  effective  in  representing 
consumer  interests. 

Consumer  Participation.  Commenters  urged  that  fimding 
for  public  participation  in  Board  proceedings  be  restored. 
Procedures  for  consumer  participation  were  understood  by 
the  commenters  and  the  Board’s  decision  to  simplify  the 
requirement  for  filing  comments  was  commended. 

Informational  Materials.  The  Board’s  consumer  booklet, 
“Fly-Rights”  has  been  found  helpful  and  clearly  written  by 
the  commenters.  The  National  Consumers  League 
recommended  a  re-evaluation  of  agency  publications  and 
additonal  outreach  efforts.  We  have  reviewed  our 
publications  and  decided  that  a  single  publication  and 
decided  that  a  single  publication  covering  both  domestic  and 
international  travel  will  be  the  most  economical  and  useful 
form  of  distributing  information  to  consumers.  Our  staff 
recently  revised  our  consumer  mailing  list  to  enable  us  to 
disseminate  information  about  Board  proceedings  to  a  wider 
audience.  The  Airline  Passengers  Association  recommended 
wider  distribution  of  the  notices  of  Board  meetings.  The 
Board  distributes  notices  of  meetings  to  the  general  press 
through  our  information  ofBce  and  to  all  parties  participating 
in  the  cases  to  be  discussed  at  public  meetings.  We  also 
publish  them  in  the  Federal  Register.  We  do  not  maintain  a 


mailing  list  for  the  general  public  because  of  budgetary 
constraints. 

Education  and  Training.  Only  two  commenters  covered 
this  section,  and  they  approved  of  the  Board’s  handling  of 
education  and  training. 

Complaint  Handling.  One  consumer  indicated  that  he  did 
not  understand  which  office  in  the  Board  to  contact  about 
complaints,  and  we  have  included  that  information  in  the 
Hnal  statement.  Equal  Justice  Foimdation  advocated 
installation  of  toll-free  hot  lines  for  increased  access  to 
complaint  handling  services.  The  Board  considered  installing 
toll-ffee  lines  in  1975  and  at  that  time  we  conducted  a 
complete  analysis  of  the  costs  and  staff  time  that  would  be 
required.  We  found  that  the  costs  of  such  a  service  would  be 
greater  than  the  benefits  that  consumers  would  derive  from 
it. 

National  Consumers  League  recommended  transferring 
complaint  handling  to  the  Department  of  Tranportation  when 
the  CAB  is  abolished.  As  noted  above,  we  are  planning  for 
the  future  of  complaint  handling  as  well  as  our  other 
consumer  protection  activities. 

Oversight.  Commenters  understood  and  approved  of  the 
placement  and  functions  of  the  Director  of  BCP. 

We  have  made  some  changes  in  the  program  in  response 
to  the  comments  from  the  public  and  the  U.S.  Office  of 
Consumer  Affairs.  On  page  3,  we  updated  staffing  figures  to 
reflect  our  current  situation.  In  the  section  on  Consumer 
Participation,  page  6,  we  added  a  sentence  describing  staff 
responsibility  for  analyzing  and  reporting  on  consumer 
comments  in  informal  proceedings.  We  also  added  the 
mailing  address  for  comments  and  fihngs.  On  pages  8-10,  we 
updated  the  information  on  Board  publications.  We  included 
the  mailing  addresses  for  consumer  complaints  on  page  12. 
Current  organization  charts,  staffing  plan  and 
acknowledgment  letters  replace  the  attachments  published 
in  the  draft  program. 

The  commenters  strongly  reconunended  the  restoration  of 
public  participation  funding,  but  the  decision  to  terminate 
that  program  was  made  by  Congress  in  considering  CAB’s 
appropriations  and  we  have  little  hope  of  restoring  it  during 
the  limited  existence  of  the  Board. 

Accordingly,  the  Board  adopts  the  following  final 
statement  of  its  consumer  program: 

CONSUMER  PROGRAM  OF  THE  CIVIL  AERONAU'HCS 
BOARD 

INTRODUCTION 

*1110  Civil  Aeronautics  Board,  with  a  staff  of  approximately 
760  employees,  regulates  the  economic  aspects  of  air 
transportation.  The  Airline  Deregulation  Act  of  1978  phases 
out  regulation  of  domestic  airline  routes  at  the  end  of  1981, 
air  fares  at  the  beginning  of  1983,  and  the  CAB  itself  in  1985. 
The  guiding  principle  in  air  travel  is  fi'ee  competition,  with 
the  Board’s  main  job  being  to  assure  that  market  forces  and 
consumer  choices  determine  the  fares  and  services  airlines 
offer.  At  the  same  time,  the  Board  continues  to  put  a  strong 
emphasis  on  educating  the  public  and  on  consumer 
protection  activities  in  areas  where  market  forces  have  not 
proved  adequate. 

The  commitment  to  serve  the  traveling  public  comes  from 
the  Chairman  and  Members  of  the  Board,  and  is  transmitted 
fi'om  them  through  the  entire  agency.  Every  person  who 
helps  form  agency  policies  must  pay  careful  attention  to 
what  effect  any  decision  will  have  on  the  general  public,  and 
in  a  very  real  sense  the  entire  agency  is  involved  in 
consumer  affairs  and  consumer  protection  activities.  Staff 
members  who  prepare  the  Board’s  rulemaking  proposals. 
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orders,  and  regulations  are  encouraged  to  use  language  that 
ordinary  people  can  understand. 

The  Bureau  of  Consumer  Protection,  a  major  operating 
bureau  of  the  Board,  was  created  in  mid-1978.  The  main 
reasons  for  this  reorganization  were  to  increase  the  Board's 
ability  to  inform,  assist  and  protect  consumers  in  their 
dealings  with  the  air  transportation  industry ,«to  underscore 
the  commitment  to  have  consumer  interests  adequately 
considered  in  matters  that  come  before  the  Board,  to 
increase  the  Board's  capability  in  the  antitrust'enforcement 
area,  and  to  help  consumers  and  airlines  resolve  their 
disputes  in  a  fair,  elective  and  timely  manner. 

'The  Airline  Deregulation  Act  guarantees  essential  air 
service  to  small  communities.  Under  this  program,  the 
Board's  Office  of  Community  and  Congressional  Relations 
(OCCR)  assists  communities  in  seeking  replacement  carriers 
when  air  service  dislocations  occur.  Regional  representatives 
of  OCCR  serve  as  a  link  between  the  Board  and  state  and 
local  governments. 

Given  the  decision  made  by  Congress  for  the  agency  to  go 
out  of  business  on  December  31. 1984,  we  will  be  continually 
reassessing  our  programs  and  priorities  over  the  next  four 
and  a  half  years.  During  this  period,  we  will  be  studying  our 
consumer  protection  role  to  determine  what  assistance 
consumers  will  need  after  the  sunset  of  the  Board  and  the 
best  way  to  provide  that  assistance.  This  may  involve 
transferring  functions  to  other  federal  agencies  or  to  state 
and  local  governments.  The  following  program,  which  we  are 
publishing  at  this  time  in  voluntary  compliance  with 
Executive  Order  12160,  is  already  in  place  and  will  be 
revised  as  the  needs  of  the  public  change,  and  as  the  CAB 
phases  out  its  activities. 

1.  CONSUMER  AFFAIRS  PERSPECTIVE 
Staff  Location 

The  consumer  affairs  staff  of  the  CAB  is  located  in  the 
Bureau  of  Consumer  Protection  (BCP).  This  Bureau  is 
responsible  for  assuring  adequate  evaluation  and 
representation  of  consumer  interests  in  matters  that  come 
before  the  Board.  The  Director  of  BCP,  who  reports  to  the 
Chairman  of  the  agency,  directs  the  Board's  programs  to 
provide  consumers  wi^  information  and  assistance,  advises 
the  Board  on  the  consumer  interest  aspects  of  current  and 
proposed  policies,  programs  and  decisions,  and  develops 
and  proposes  to  the  Board  positions  it  should  take  on 
consumer  issues. 

Organization  chart  #1  shows  the  placement  of  the  Bureau 
of  Consumer  Protection  within  the  Board.  Organization  chart 
#2  shows  the  structure  of  the  Bureau. 

The  office  of  the  Director  of  the  Bureau  of  Consumer 
Protection  is  in  the  principal  office  of  the  Bureau  of 
Consumer  Protection,  located  on  the  fifth  floor  of  the 
Universal  Building,  1825  Connecticut  Avenue,  N.W.,  in 
Washington,  D.C.  BCP  regional  offices  are  located  in 
Chicago,  Fort  Worth,  Miami,  New  York,  Los  Angeles,  and 
Seattle. 

Size  and  Resources 

The  Bureau  of  Consumer  Protection  is  currently  staffed 
with  70  professional  and  32  clerical  employees,  including 
temporary  and  part-time  personnel.  Ninety-six  of  these  are 
permanent  positions,  of  which  12  are  assigned  to  antitrust 
enforcement  on  a  full-time  basis,  25  are  involved  in  legal 
analysis  and  litigation  activities  to  enforce  thp  Federal 
Aviation  Act  and  CAB  regulations,  12  are  involved  in 
investigation  and  audit  functions,  and  15  are  assigned  to  BCP 
regional  assistance  activities.  The  Bureau  employs  12 
professional  consumer  protection  analysts  who  deal  directly 


with  air  travellers  and  airlines  in  providing  information  and 
assistance  in  resolving  complaints.  The  distribution  of 
positions  in  BCP  is  shown  in  the  attached  staffing  plan.  We 
expect  that  BCP’s  staffing  level  will  decrease  gradually  as 
the  agency  prepares  for  sunset. 

Responsibilities 

In  addition  to  providing  a  consumer  affairs  perspective,  as 
described  in  Subsection  l-401(a)  of  Executive  Order  12160, 
the  Bureau  of  Consumer  Protection  works  to  educate,  assist 
and  protect  consumers  in  their  dealings  with  the  airline  and 
air  travel  industries.  It  also  has  responsibility  for  monitoring 
and  promoting  observance  of  the  federal  antitrust  laws  by 
companies  under  the  Board’s  jurisdiction,  and  for  enforcing 
the  economic  provisions  of  the  Federal  Aviation  Act,  and  the 
Board's  orders,  regulations  and  other  requirements. 

Relationship  With  Other  Consumer  Personnel  and  Agency 
Operating  Units 

BCP  cooperates  and  works  with  other  federal,  state  and 
local  govenunent  agencies  in  connection  with  a  broad 
spectrum  of  antitrust  and  consumer  issues.  It  also  assists 
Congressional  offices  in  handling  and  responding  to 
individual  consumer  problems  encountered  by  constituents. 
The  Bureau  is  currently  developing  a  program  to  transfer 
consumer  affairs  functions  that  may  still  be  required  after 
1985  to  state  and  local  authorities  and  to  other  federal 
agencies. 

Participation  in  Development  and  Review  of  Agency  Rules. 
Policies,  Programs  and  Legislation 

BCP  participates  at  all  levels  of  the  Board’s  decision¬ 
making  process  and  is  on  an  equal  footing  with  other 
principal  operating  components  of  the  agency.  The  Bureau  is 
actively  involved  in  reviewing  and  proposing  rules,  policies 
and  programs  of  the  agency,  including  recommended 
legislative  changes.  It  is  responsible,  under  delegated 
authority,  for  instituting  legal  actions  in  court  and  before  the 
agency  to  enforce  consumer  protection  regulations  and  to 
prevent  unfair  or  deceptive  practices  in  air  transportation. 
BCP  has  access  to  and  frequently  calls  on  the  expertise  of 
other  staff  elements  to  assist  in  developing  programs  and 
policies  for  the  Board. 

BCP  is  kept  fully  informed  of  all  proceedings  that  come 
before  the  Board  through  internal  communications  and 
public  dockets.  The  staff  of  the  Bureau  receives  copies  of  all 
Board  orders,  regulations  and  other  publications,  and  has 
access  to  conunents  filed  in  the  dockets. 

Because  the  CAB  is  a  relatively  small  agency,  the  Bureau's 
staff  is  in  daily  contact  with  the  policy-making  components 
of  other  bureaus  and  offices  on  a  routine  basis.  BCP  has 
excellent  communication  with  other  key  staff  components. 

Through  formal  internal  coordination  procedures.  BCP  is 
consulted  on  policy  and  regulatory  matters  significantly 
affecting  consumers,  before  submission  of  staff 
recommendations  for  Board  action.  It  is  also  represented  on 
and  takes  active  part  in  agency-wide  task  forces  working  on 
specific  policy  issues  and  programs  affecting  consumers. 
Documents  prepared  for  Board  action  are  routinely 
circulated  to  BCP  for  review  and  comment.  The  Director  and 
professional  staff  members  attend  Board  sunshine  meetings 
in  which  members  discuss  and  vote  on  proposals,  and  they 
participate  actively  in  the  discussion  before  the  Board  makes 
its  final  decision. 

BCP  has  the  opportunity  to  participate  fully  in  all  phases 
of  the  Board’s  decision-making  process  from  the  initial  state 
of  policy  development  at  the  staff  level,  through  drafting  of 
regulations  and  orders,  and  in  making  recommendations  to 
the  Board  for  adoption  of  final  orders  and  rules.  However, 
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when  the  Bureau  intervenes  or  participates  as  a  party  in  a 
formal  hearing  matter,  its  staff  communicates  with  the  Board 
only  through  briefs  and  other  filings  in  the  docket  and  does 
not  advise  the  Board  in  a  staff  capacity. 

BCP  has  the  authority  to  propose  rulemaking,  institute 
enforcement  cases,  seek  assessments  of  civil  penalties  for 
violations,  and  participate  in  other  proceedings  before  the 
Board. 

II.  CONSUMER  PARTICIPATION 

When  Consumer  Participation  in  Agency  Decisionmaking 
Begins 

Part  302  of  the  Board’s  Economic  Regulations  (14  CFR  302) 
provides  for  broad  public  participation  in  Board  proceedings. 
In  addition  to  informal  complaints,  individuals  or  consumer 
groups  may  petition  for  rulemaking,  comment  on  show  cause 
orders  or  proposed  regulations,  file  formal  third-party 
enforcement  complaints,  and  initiate  other  proceedings. 

They  may  also  participate  as  a  party  in  other  docketed 
matters,  and  file  written  comments  and  testify  in  public 
hearings.  If  consumers  disagree  with  a  Board  decision,  they 
may  file  petitions  asking  for  reconsideration. 

The  Board  has  simplified  procedures  for  consumer 
participation.  In  rulemaking  cases,  individual  members  of  the 
public  may  submit  a  single  copy  of  comments  or  other  filings 
in  the  dodket,  rather  than  the  19  usually  required.  The  Board 
liberally  applies  the  criteria  for  formal  intervention  in  its 
proceedings  to  facilitate  and  encourage  effective 
participation  by  members  of  the  public.  Conunents  and 
filings  should  be  addressed  to:  Docket  Section,  Civil 
Aeronautics  Board,  Washington,  D.C  20428.  The  staff 
member  who  is  assigned  primary  responsibility  for  a  formal 
proceeding  is  responsible  for  reviewing  all  comments  filed 
by  consumers,  and  summarizes  the  comments  in 
memorandiuns  to  the  Board  members  and  other  staff 
components. 

In  order  to  insure  a  balanced  record  in  proceedings 
directly  affecting  the  consumer  interest,  the  Board  adopted  a 
regulation  (14  CFR  304)  in  1978  to  provide  funding  for  public 
participation.  A  committee  made  up  of  the  Managing 
Director,  the  Director  of  the  Office  of  Economic  Analysis, 
and  the  General  Counsel,  was  set  up  to  evaluate  applications 
and  made  selections  for  funding.  The  purpose  of  providing 
public  participation  funds  is  to  attract  points  of  view  that 
otherwise  would  not  be  represented. 

Information  about  how  to  apply  for  public  participation 
funding  was  included  in  several  Notices  of  Proposed 
Rulemaking  issued  by  the  CAB.  The  Board  has  also 
published  a  booklet  detailing  the  application  procedure. 

The  Board  has  provided  fimding  imder  this  program  to 
promote  participation  by  public  interest  organizations  in  this 
field  of  consumer  protection  and  the  rights  of  the 
handicapped.  However,  the  program  was  terminated -as  of 
September  30, 1979.  due  to  budgetary  constraints. 

Avenues  of  Participation 

Consumers  and  consumer  groups  may  communicate 
informally  with  BCP  and  other  staff  elements  on  any  matter 
of  concern  to  them  through  corresijondence,  telephone  or 
personal  conferences.  Informal  contacts  of  this  nature 
relating  to  a  specific  case  are  generally  not  allowed  once  a 
formal  hearing  has  been  instituted,  under  the  Board’s  *‘ex 
parte”  rules. 

The  Board  and  its  Office  of  Community  and  Congressional 
Relations  have  held  regional  public  hearings  to  allow 
consumers  to  provide  input  into  decisions  about  essential  air 
service  and  to  assist  widi  air  service  problems.  BCP’s 
regional  consumer  representatives  frequently  communicate 


with  consumers  through  the  media  and  participate  in 
meetings  and  other  public  functions  of  consumer  groups.  In 
formal  proceedings,  public  hearings  may  be  conducted  by 
administrative  law  judges  in  communities  significantly 
affected  by  the  matters  to  be  decided. 

When  consumers  become  parties  to  formal  proceedings, 
they  may  file  written  comments  and  answers  to  comments 
filed  by  other  parties,  submit  evidence,  and  take  part  in 
hearings  before  an  Administrative  Law  Judge.  The  Board's 
rules  also  allow  limited  particiation  by  interested  persons 
without  formal  intervention. 

The  Board  publishes  notices  of  most  of  its  proceedings  in 
the  Federal  Register.  In  addition,  the  Bureau  of  Consumer 
Protection  has  a  special  mailing  list  including  state  and  local 
consumer  offices,  public  interest  organizations,  consumer 
reporters,  travel  writers,  and  other  interested  individuals,  to 
alert  them  to  Board  actions  and  proposals  that  may 
significantly  affect  air  travelers.  On  specific  subjects,  the 
Board’s  staff  obtains  mailing  lists  of  groups  and  individuals 
who  would  be  likely  to  have  a  partic^ar  interest  in  the 
proceeding.  In  our  contacts  widi  the  press,  such  as  the 
attached  press  release  on  proposed  Remaking  to  simplify 
the  language  and  format  of  required  airline  ticket  notices  and 
counter  signs,  we  provide  information  about  current 
proceedings,  and  interested  consumers  may  send  their  views 
and  comments  for  consideration. 

IIL  INFORMA’nON  MATERIALS 
Agency  Publications 

The  Board  publishes  a  consumer  guide  to  domestic  air 
travel,  entitled  “Fly-Rights”,  which  is  intended  to  inform  and 
to  educate  the  traveling  public  about  their  rights  and  air 
carrier  responsibilities.  Tbe  Board  completely  revised  this 
booklet  in  1979  and  updates  it  periodically  to  reflect  changes. 
A  consumer  fact  sheet  on  charter  flights  was  issued  in  May 
1980. 

“Fly-Rights”  is  available  to  the  public  fi'ee  of  charge 
throu^  the  Consumer  Information  Center  in  Pueblo, 

Colorado  and  the  Board’s  Publication  Section.  Regional 
offices  distribute  copies  of  publications  to  individuals  and 
state  and  local  consumer  groups  in  their  respective  regions. 
Plates  are  made  available  to  any  organization  that  wishes  to 
reprint  the  booklets  in  quantity. 

In  addition,  the  Board  publishes  a  monthly  statistical 
report  of  consumer  complaints,  listing  the  airlines  and 
subject  matter.  Other  statistical  reports  of  interest  to 
consiuners  provide  data  about  airline  on-time  performance 
and  bumping  records.  The  Board  issues  Consiuner  Alerts  and 
other  press  releases  firom  time  to  time  dealing  with  specific 
topics  of  interest  to  travelers,  proposed  airline  fare 
increases,  travel  during  the  holiday  season,  and  service 
reductions  or  changes  that  may  affect  travel  plans. 

The  Board  publishes  its  orders  and  regulations  on  a 
current  basis.  Single  copies  of  these  are  available  without 
charge  to  individual  members  of  the  public  and  consumer 
organizations  on  request,  or  on  a  subscription  basis. 

Required  Airline  Notices  to  Consumers 

The  Board  requires  airlines  to  give  consumers  certain 
information  and  warnings  with  each  ticket,  and  to  post 
notices  in  airports  and  ticket  offices.  These  notices  cover 
bumping  rules  and  procedures,  the  limits  imposed  by  carriers 
on  their  liability  for  lost,  damaged  or  delayed  baggage,  and 
limitations  on  liability  for  personal  injury  or  death  in 
international  air  travel.  We  are  also  considering  including 
required  statements  about  passengers’  rights  to  no-smoking 
seats  and  airline  check-in  rules. 
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Usefulness  of  Current  Material 

"Fly-Rights”  gives  air  travelers  comprehensive  information 
about  air  travel  in  plain  English.  Since  its  publication  in  July 

1979,  it  has  been  a  best-seller  at  GSA’s  Consumer 
Information  Center.  We  think  “Fly-Rights”  is  a  very  useful 
publication,  and  we  are  adding  information  about 
international  air  travel  in  the  next  edition. 

Consumer  Alert  press  releases  are  useful  and  timely 
because  they  provide  a  quick  way  to  get  information  out  to 
the  public  on  specific  current  problems. 

Monthly  consumer  complaint  statistics  are  somewhat  less 
useful  to  individuals,  since  the  information  is  presented  in  a 
summary,  tabular  format  that  requires  some  expertise  to 
understand  and  is  not  designed  for  the  ^neral  public. 
However,  newspapers  frequently  publish  articles  based  on 
the  monthly  complaint  summary,  and  the  Board’s  staff 
provides  detailed  background  information  to  reporters 
calling  for  assistance  in  interpreting  the  statistics. 

Although  the  Board  has  a  policy  of  applying  "plain  ' 
English”  standards  to  the  orders  and  regulations  it  issues, 
most  of  these  documents  are  probably  not  immediately 
useful  to  many  individual  consumers  because  of  their  legal 
nature  and  the  complexity  of  the  material.  Individuals  with 
particular  problems  or  disputes  involving  an  airline, 
however,  may  find  particular  orders  or  regulations  extremely 
helpful  in  obtaining  resolution,  and  the  Board’s  staff 
attempts  to  provide  copies  of  the  relevant  documents  to 
consumers  who  have  made  complaints  or  requested 
information  from  us. 

Tariffs  and  current  airport  and  ticket  notices  are  not  very 
useful  because  of  the  legalistic  phrasing  used.  Tariffs  also 
are  lengthy,  complex,  and  poorly  indexed,  which  makes  it 
difficult  to  locate  specific  information  about  air  fares  or  the 
rules  governing  passenger  transportation. 

Plans  For  Improvement 

“Fly-Rights”  is  being  revised  to  include  information  and 
advice  about  special  features  of  international  travel.  We  will 
revise  “Fly-Rights”  as  necessary  in  the  future  to  reflect 
changes  in  Board  regulations  and  airline  practices. 

A  new  computer  system  for  compiling  consumer  complaint 
information  has  been  developed  and  put  in  place  in  January 

1980.  The  monthly  complaint  reports  are  being  reformatted  to 
include  topics  which  should  be  more  informative  and  helpful 
to  the  public. 

We  have  conducted  a  comprehensive  review  of  all  the 
notices  given  to  passengers  through  required  airport  counter 
signs  and  material  printed  on  ticket  notices,  in  April  of  1980, 
the  Board  issued  a  Notice  of  Proposed  Rulemaking  to  revise 
these  notices,  making  them  easier  for  the  public  to  read  and 
understand. 

BCP’s  staff  is  also  drafting  a  Notice  of  Proposed 
Rulemaking  soliciting  comments  from  the  industry  and  the 
public  on  how  a  plain  English  approach  might  be  applied  to 
airline-passenger  contracts  to  replace  or  supplement  the 
tariff  system. 

OfFicials  Responsible  for  Consumer  Information  Program 

The  Bureau  of  Consumer  Protection,  under  the  supervision 
of  its  Director,  has  primary  responsibility  for  the  Board’s 
consumer  information  program.  Within  BCP,  the  Policy 
Development  and  Consumer  Action  Divisions  share  the  job 
of  developing  materials  for  publication,  as  assigned  by  the 
Director. 

Information  on  Agenda  of  Public  Meetings 

The  Secretary  of  the  Board  publishes  a  meeting 
announcement  one  week  before  every  scheduled  Board 
meeting.  On  the  morning  of  the  Board  meeting,  a  revised 


agenda  is  made  available  to  everyone  attending  the  meeting. 
Notices  are  printed  in  the  Federal  Register  and  distributed  to 
the  press  through  the  Board’s  Office  of  Information. 

Each  meeting  announcement  contains  the  time,  date,  and 
place  of  the  meeting,  and  an  agenda  of  each  item  scheduled 
for  discussion  or  decision  at  the  meeting.  Each  matter  is 
identified  by  the  title  of  the  proceeding  or  other  caption,  the 
docket  number,  if  any,  and  an  indication  of  what  action  is  to 
be  considered  by  the  Board  in  the  meeting. 

IV.  EDUCA'nON  AND  TRAINING 

The  Director  of  BCP  or  his  designated  representative  is 
responsible  for  informing  the  Board  and  staff  about  the 
Order  and  the  agency’s  activities  under  it.  Executive  Order 
12160,  together  with  a  memorandum  summarizing  it,  has 
been  circulated  to  the  Chairman,  Members,  and  all  other 
senior  officials  of  the  Board.  Copies  of  the  draft  consumer 
program  were  circulated  to  the  Board  and  appropriate  staff 
for  review  and  comment,  before  adoption  by  the  Board. 

No  significant  changes  in  structure  are  planned  at  the 
present  time,  since  our  consumer  program  has  been  in 
operation  for  more  than  a  year.  If  any  changes  occur  in  the 
future,  the  staff  will  be  notified  by  desk-to-desk  distribution 
of  staff  notices. 

BCP  management  provides  in-house  training  for  consumer 
affairs  personnel,  as  part  of  its  ongoing  program  of  stafi 
training.  All  BCP  staff  members  have  received  a  copy  of  the 
Executive  Order  and  the  description  of  the  Board's  consumer 
program. 

V.  COMPLAINT  HANDUNG 

During  the  past  year,  the  Board  has  made  intensive  efforts 
to  heighten  public  awareness  about  the  agency’s 
receptiveness  to  complaints.  Our  field  representatives  sent 
mailings  throughout  their  region  to  notify  the  public  of  the 
presence  of  a  CAB  office  in  the  area  and  our  willingness  to 
assist  consumers  with  air  transportation  problems.  Field 
representatives  made  numerous  contacts  with  the  press 
which  resulted  in  articles  and  broadcasts  publicizing  the 
regional  offices.  With  the  diminishing  of  CAB’s  activities 
over  the  next  few  years,  we  will  concentrate  on  working 
with  state  and  local  agencies  to  educate  them  in  the  handling 
of  air  transportation  complaints  and  to  teach  consumers  to 
be  their  own  consumer  advocates. 

All  consumer  publications  and  Consumer  Alert  press 
releases  contain  the  statement  that  consumers  may  write  to 
BCP  for  assistance  with  air  transportation  problems.  Our 
staff  is  interviewed  regularly  by  the  press,  and  we  make  it  a 
practice  to  ask  reporters  to  include  the  mailing  address  for 
complaints  in  each  article. 

Complaints  may  be  addressed  to  the  Board’s  headquarters 
or  to  any  of  the  regional  offices.  Addresses  and  telephone 
numbers  are  listed  below: 

Civil  Aeronautics  Board,  Consumer  Action  Division,  Bureau  of 
Consumer  Protection.  1825  Connecticut  Avenue.  N.W., 
Washington,  D.C.  20428,  (202)  673-6047. 

Civil  Aeronautics  Board,  O’Hare  Lake  Office  Plaza,  Room  254,  2300 
East  Devon  Avenue,  Des  Plaines,  Illinois  60018,  (312)  694-2686. 
Civil  Aeronautics  Board,  P.O.  Box  92007,  Los  Angeles.  California 
90009,  (213)  536-6297, 

Civil  Aeronautics  Board,  Airport  Plaza  Building,  19415  Pacific 
Highway  South,  Seattle,  Washington,  98188,  (206)  764-3587. 

Civil  Aeronautics  Board,  90  Church  Street,  Room  1316,  New  York, 
New  York  10007,  (212)  264-1700. 

Civil  Aeronautics  Board,  P.O.  Box  1689,  Forth  Worth,  Texas  76101, 
(817)  429-0951. 

Civil  Aeronautics  Board,  Box  592626,  Miami,  Florida  33159,  (305) 
526-2525. 

Civil  Aeronautics  Board,  701-C  Street,  Box  27.  Anchorage,  Alaska 
99513,  (907)  271-5146. 
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Format  for  Logging  Complaints 

All  complaints  received  by  BCP  (written  and  telephoned) 
are  analyzed  and  coded  in  standard  topical  categories. 
Information  is  entered  into  a  computerized  system. 

Consumer  complaints  received  by  the  Board’s  Washington 
office  are  routinely  directed  to  BCP  by  the  mail  room  staff, 
with  the  exception  of  essential  air  service  problems  which 
are  handled  by  the  Office  of  Community  and  Congressional 
Relations.  Complaints  directed  to  regional  offices  are 
handled  in  the  field.  Consumer  analysts  and  field 
representatives  bring  to  the  attention  of  BCP  management 
any  problems  which  they  believe  warrant  field  investigation. 

Response  Procedure 

A  computerized  complaint-handling  system  keeps  track  of 
complaints  from  date  they  are  received  until  they  are  closed. 
Complaints  involving  airlines,  travel  agents,  and  tour 
operators  are  referred  to  the  company  involved  with  a 
request  that  they  respond  directly  to  the  complainant  and 
provide  a  copy  of  their  response  to  BCP.  Samples  of  our 
standard  computer-generated  acknowledgments  are 
attached.  The  standard  for  sending  routine  acknowledgment 
letters  is  15  working  days  from  date  of  receipt  of  the 
complaint.  Individual  responses  are  prepared  to  answer 
requests  for  information  and  complaints  about  the  Board’s 
activities. 

If  the  complaint  involves  an  apparent  violation  of  the 
Board’s  consumer  protection  regulations,  we  send  a  letter  to 
the  airline  pointing  out  the  violation  and  asking  it  to  pay  a 
negotiated  civil  penalty  to  resolve  the  matter  without  formal 
enforcement  litigation.  The  airlines  are  generally  given  20  to 
30  days  to  respond  to  these  civil  penalty  letters,  but  the  staff 
may  allow  them  more  time  if  needed  to  investigate  and 
respond  to  the  allegations.  If  the  airline  agrees  to  pay  the 
negotiated  penalty  to  resolve  the  case,  the  Director  of  the 
Bureau  of  Consumer  Protection  may  accept  the  settlement  on 
behalf  of  the  Board.  If  the  airline  refuses  to  make  the 
payment  and  disputes  the  facts  provided  by  the  consumer, 
the  Bureau  staff  must  then  decide  whether  to  close  the  case 
or  pursue  the  complaint  through  formal  enforcement 
proceedings. 

Monthly  statistical  reports  are  produced  which  tabulate 
the  number  of  complaints  by  airline  and  subject  category. 
These  reports  are  issued  as  press  releases. 

Consumer  analysts  and  field  representatives  prepare 
weekly  narrative  reports  for  the  Director  of  BCP,  highlighting 
significant  consumer  problems  handled. 

OVERSIGHT 

The  Chairman  of  the  CAB  has  designated  the  Director  of 
the  Bureau  of  Consumer  Protection  as  the  senior-level 
official  to  exercise  policy  direction  for,  and  coordination  and 
oversight  of  the  Board’s  consumer  activities.  The  Director  of 
BCP  is  specifically  responsible  for  the  following: 

— ^Plans,  develops  and  directs  programs  to  carry  out  the 
Bureau’s  mission. 

— Advises  the  Board  on  the  effects  of  proposed  policies, 
programs  and  decisions  on  consumers. 

— Proposes  to  the  Board  positions  it  should  take  on 
consumer  issues. 

— ^Approves  and  supervises  BCP  participation  in  Board 
proceedings;  proceedings  before  other  Federal,  State  and 
local  agencies;  and  litigation  on  behalf  of  BCP  of  the  Board 
in  Federal,  State  or  local  courts  as  a  party  or  intervenor. 

— ^Maintains  liaison  with  other  Federal,  State  and  local 
government  agencies  in  connection  with  antitrust  and 
consumer  issues. 

— ^Represents  the  Board  with  outside  groups  in  consumer 
matters.  Serves  as  liaison  with  the  President’s  Special 


Assistant  for  Consumer  Affairs.  Works  with  the  Bureau  of 
Pricing  and  Domestic  Aviation  and  the  Office  of  Community 
and  Congressional  Relations  to  resolve  specific  community 
or  congressional  problems  involving  consumer  interest 
issues. 

— Provides  technical  and  administrative  direction  to  the 
organizational  components  of  the  Bureau  of  Consumer 
Protection. 

— ^Exercises  authority  delegated  by  the  Board  in  Part  302 
and  285  of  its  regulations. 

— Supervises  BCP’s  program  to  encourage  competition 
among  entities  under  the  Board’s  jurisdiction. 

— Provides  the  Board,  its  staff  and  the  public  with  reports 
of  the  Bureau’s  activities. 

By  the  Civil  Aeronautics  Board: 

Phyllis  T.  Kaylor, 

Secretary. 
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Staffing  Plan,  CAB,  Bureau  of  Consumer  Protection  as  of 
May  16, 1980. 

OFnCE  OF  THE  DIRECTOR  (9) 

Director 
Deputy  Director 

Assistant  to  the  Director  for  Program  Development 
Legal  Assistant  to  the  Director 
Secretaries  (2) 

Administrative  Officer 
Administrative  Assistants  (2) 

LEGAL  DIVISION  (25) 

Chief 

Assistant  Chief 
Attorneys  (13) 

Paralegal  Specialists  (2) 

Clerical/Secretarial  (6) 

Law  Clerk 

Student  Legal  Assistant 
ANTITRUST  DIVISION  (12) 

Chief 

Assistant  Chief 
Attorneys  (5) 

Economists  (2) 

Clerical/Secretarial  (2) 

Student  Legal  Assistant 

POLICY  DEVELOPMENT  DIVISION  (5) 

Chief 
Attorney 
Economists  (2) 

Secretary 

CONSUMER  ACTION  DIVISION  (51) 

Office  of  the  Division  Chief  (3) 

Chief 

Assistant  Chief 
Secretary  (1) 

Consumer  Assistance  Section  (21) 

Chief 

Assistant  Chief 

Consumer  Protection  Analysts  (10) 

Clerical/Secretarial  (6) 

Data  Control  (3) 

Regional  Assistance  Section  (15) 

Chief 

Assistant  Chief 
Field  Representatives  (7) 

Air  Transport  Program  Assistants  (6) 

Investigation  Section  (12) 

Chief 

Assistant  Chief 
Investigators  (7) 

Auditors  (2) 

Clerical /Secretarial  (1) 
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May  20,  1980 


Mr.  Oohn  Doe 
1  Main  Street 
Anywhere,  U.S.A. 

Dear  Mr.  Doe: 

We  have  received  your  letter  about  the  difficulty  you've  had  with  Etcetera 
Airlines.  We  regret  the  delay  in  writing  to  you. 

We  will  contact  the  company  and  ask  them  to  review'  the  matter  promptly.  1 
have  asked  Glenn  Wienhoff,  the  Chief  of  our  Consumer  Action  Division,  to  make 
sure  you  receive  a  response  from  them.  If  you  have  any  questions,  please  let  us 
hear  from  you.  We're  enclosing  our  consumer  brochure  "Fly-Rights"  which  may  be 
helpful  in  answering  some  of  the  questions  you  may  have  about  air  transportation. 

If  you  write  us  about  this  again,  please  refer  to  the  number  at  the  top  of  this 
page  so  that  we  can  locate  the  case  in  our  files  as  quickly  as  possible. 

Sincerely  yours, 


Enclosure 


Reuben  B.  Robertson 
Director 

Bureau  of  Consumer  Protection 
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CIVIL  AERONAUTICS  BOARD 

WASHINGTON.  D  C.  20428 

May  20, 1980 


IN  REPLY  REFER  TO 

W80-00000 


Mr.  Oonn  Doe 
1  Main  Street 
Anywhere,  U.S.A. 

Dear  Mr.  Doe: 

We  have  received  your  letter  about  the  problem  you  had  with 
Etcetera  Airlines.  We  are  writing  the  company's  customer  relations  department  on 
your  behalf,  asking  that  tney  review  your  correspondence  and  respond  directly  to 
you. 


We  appreciate  receiving  information  from  consumers  about  their  experience 
with  air  transportation,  because  it  helps  us  to  identify  possible  problem  areas  and 
trends  in  the  industry.  We  also  analyze  and  publish  complaint  statistics  each  month 
to  inform  the  public  about  problems  that  occur.  Passenger  comments,  sucn  as 
yours,  perform  a  valuable  function  in  letting  an  airline  know  the  extent  to  which 
they  are  or  are  not  meeting  the  public's  needs.  We  have  found  that  improvements 
in  airline  services  are  often  prompted  by  passenger  complaints. 

The  Civil  Aeronautics  Board  has  never  had  the  authority  or  resources  to 
govern  the  quality  of  service  provided  by  an  airline,  and  our  major  responsibility 
under  the  Airline  Deregulation  Act  is  overseeing  the  transition  to  a  freely 
competitive  airline  industry  in  the  near  future.  We  believe  that  competition  is  the 
fundamental  cure  for  the  kind  of  service  problems  you  experienced.  The  Board  is 
authorizing  new  carriers  to  serve  as  many  markets  as  possible,  so  that  travellers 
will  be  able  to  use  the  airline  of  their  choice  and  competition  will  encourage  the 
airlines  to  be  more  responsive  to  their  customers. 

If  you  write  us  about  this  again,  please  refer  to  the  numoer  at  the  top  of  this 
page  so  that  we  can  locate  the  case  in  our  files  rs  quickly  as  possible.  I  hope  your 
future  travel  plans  are  free  of  complications,  and  that  you  will  find  the  enclosed 
consumer  guide  helpful. 


Sincerely  yours, 


Glenn  W,  Wienhoff 

Chief,  Consumer  Action  Division 

Bureau  of  Consumer  Protection 


Enclosure 
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‘CIVIL  AERONAUTICS  BOARD 

WASHINGTON.  D  C  20428  in  reply  refer  to 

W 80-00000 


May  20,  1980 


Mr.  Oohn  Doe 
1  Main  Street 
Anywhere,  U.S.A. 

Dear  Mr.  Doe; 

We  have  received  your  letter  about  the  difficulty  you've  had  with  Etcetera 
Airlines.  We  regret  the  delay  in  writing  to  you. 

In  the  Cargo  Deregulation  Act  of  1977,  and  again  in  the  Airline  Deregulation 
Act  of  1978,  Congress  has  clearly  indicated  that  the  Board  should  not  control,  as  it 
has  in  the  past,  the  cargo  services  airlines  provide  their  customers.  Until  recently, 
we  required  the  airlines  to  file  their  charges  and  rules  for  acceptance  of  and 
carriage  of  cargo  in  documents  called  tariffs.  Because  the  Board  could  no  longer 
reject  carrier  rules  regarding  cargo  on  the  grounds  that  such^  rules  were 
unreasonable,  we  have  eliminated  cargo  tariff  filings  entirely. 

With  respect  to  cargo,  airlines  remain  subject  to  their  common-law 
obligations.  At  common  law,  once  a  carrier  holds  itself  out  as  carrying  a  particular 
kind  of  goods,  it  is  bound  to  accept  such  goods  up>on  reasonable  request.  Only  the 
courts  can  redress  violations,  if  established,  of  an  airline's  common-law  obligation. 

Nevertheless,  we  have  written  to  the  carrier  and  asked  them  to  review  your 
complaint  and  reply  directly  to  you.  We  hope  that  the  carrier  will  resolve  this 
matter  satisfactorily. 


Sincerely  yours. 


Reuben  B.  Robertson 
Director 

Bureau  of  Consumer  Protection 
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CIVIL  AERONAUTICS  BOARD 

WASHINGTON.  D  C.  20428 


Contact:  Alan  M.  Pollock 
(202)  673-5990 


FOR  RELEASE 

ON  OR  AFTER 
Tuesday 

April  15,  1980 
CAB  80-76 


CAB  PROPOSES  SIMPLIFICATION  OF  AIRPORT  TICKET  COUNTER  SIGNS 


WASHINGTON,  D.  C.  (April  15)--The  Civil  Aeronautics  Board  has  asked  for 
public  comment  on  its  proposal  to  simplify  the  airline  ticket  counter  signs 
that  explain  passenger  rights  and  responsibilities,  consolidating  them  into 
one,  uncluttered,  easy-to-read  sign. 

The  Board  proposed  to  eliminate  at  least  one  of  the  messages  and  add 
others  that  are  of  more  pertinent  concern  to  most  passengers.  Notices  attached 
to  airline  tickets  also  would  be  modified  under  the  plan.  Not  affected  by 

if 

the  proposal  are  signs  required  by  other  agencies,  such  as  the  Federal  Aviation 
Administration. 

Currently,  airlines  must  display  at  their  airport  ticket  counters  a 
series  of  signs  disclosing  rights  and  responsibilities  of  passengers  involving 
overbooking  and  denied  boarding  compensation,  baggage  liability  limits,  limits 
on  liability  for  death  or  personal  injury  under  the  Warsaw  Convention  and  other 
international  agreements,  and  the  availability  for  inspection  of  airline  tariffs. 
Similar  notices  must  accompany  airline  tickets. 


^lURE 


!w\ 
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The  Board  said  today  that  many  of  the  notices  are  not  well  designed  to  ' 
communicate  the  essential  information  to  passengers  quickly  and  easily.  "Long 

and  awkwardly  phrased,'*  the  CAB  said,  "they  often  provide  more  information  than 

# 

a  passenger  really  needs,  or  provide  it  in  the  wrong  order,  so  that  important 
facts  are  buried  in  less  significant  words  and  phrases."  In  addition,  the  signs 
create  a  cluttered  appearance  at  airline  counters  that  tends  to  confuse  passengers. 

The  CAB  proposal  would  simplify  the  language  used  in  the  notices,  would 
add  counter  and  ticket  notices  on  two  important  consumer  items,  and  would  eliminate 
one  or  possibly  two  of  the  existing  counter  notices. 

Under  the  proposal : 

-“The  Board  would  add  notices  on  two  subjects  not  currently  covered  in 
the  counter  signs  or  ticket  notices:  passenger  rights  to  seating  in  the  no-smoking 
section  and  notification  of  airline  check-in  deadlines.  The  Board  noted  that 
many  of  the  consumer  complaints  it  receives  concern  problems  in  obtaining  seats 
in  the  no-smoking  section.  As  to  check-in  deadlines,  the  CAB  said,  "Many 
passengers  are  unaware  that  carriers  impose  check-in  deadlines  on  their  flights" 
and  that  passengers  who  don't  meet  the  deadlines  may  lose  their  reservations  or 
their  right  to  denied  boarding  compensation  if  they  are  bumped. 

--The  counter  notice  explaining  rules  on  liability  limits  for  death  or 
injury  in  international  travel  will  be  greatly  simplified  or,  in  the  alternative, 
eliminated  altogether.  The  Board  said  that  it  wonders  whether  a  counter  notice 
on  this  subject  is  even  necessary,  whether  a  passenger  at  a  busy  ticket  counter 
"will  really  focus  on  this  issue  or  take  any  action  in  response  to  the  counter 
notice."  The  Board  plans,  however,  to  continue  to  require  a  ticket  notice  on  this 

subject.  . 


MORE 
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--The  counter  notice  explaining  that  tariffs  are  on  file  at  aVl  ticket 
counters  would  be  eliminated.  Though  the  requirement  that  the  tariffs  be 
available  for  inspection  would  remain,  the  Board  said  that  almost  nobody  asks 
to  see  tariffs--containing  thousands  of  pages  of  rules  in  complicated  form--nor 
would  the  average  consumer  understand  a  tariff  when  he  reads  one. 

--The  notice  on  overbooking  and  denied  boarding  compensation  would  be 
shortened  to  highlight  the  most  important  aspects  of  the  rule  to  passengers 
confronted  with  an  oversale  situation:  the  fact  that  they  may  not  be  "bumped" 
before  the  airline  solicits  volunteers  and  the  fact  that  they  probably  are  entitled 
to  monetary  compensation. 

--The  notice  on  baggage  liability  would  be  changed  considerably.  First, 
the  information  most  often  of  concern  to  passengers,  that  on  baggage  liability 
on  domestic  flights,  would  be  displayed  first,  instead  of  buried  beneath  the 
international  liability  rules  that  concern  only  a  small  percentage  of  passengers. 
Second,  the  language  of  the  notice  will  be  cleansed  of  what  the  Board  called 
"abstract,  legalistic"  language  that  "may  discourage  many  people  from  reading 
them  and  may  confuse  those  who  do." 

The  ticket  notices  on  overbooking  and  baggage  liability  would  also  be 
rewritten  in  simpler  English.  They  would  contain  more  information  than  the 
counter  notices,  however,  since  they  can  be  read  at  the  passenger's  leisure, 
rather  than  in  the  hurried  atmosphere  that  often  accompanies  checking  in  for  a 
flight. 


MORE 
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The  Board  proposed  that  the  following  single  sign  be  posted  at  all 

airline  ticket  counters,  replacing  the  numerous  signs  that  appear  currently: 

IMPORTANT  INFORMATION  FOR  PASSENGERS 

On  U.S.  airlines,  you  have  the  right  to  sit  in  the  no- smoking 
section  on  your  flight,  and  this  section  will  be  expanded  if 
necessary  to  accommodate  you. 

/ 

On  scheduled  flights,  airlines  must  offer  a  specific  payment  to 
most  passengers  with  confirmed  reservations  who  are  not  let  on 
the  plane  because  their  flight  is  oversold.  You  may  not  be 
bumped  before  the  airline  has  asked  for  volunteers  to  give  up 
their  seats  for  a  bargained- for  payment.  Ask  any  airline  agent 
for  a  free  summary  of  the  complete  rules.  NOTE:  Different 
rules  apply  on  some  international  flights. 

To  protect  your  reservation  and  these  rights,  you  must  meet  an  airline's  deadline 
for  arriving  at  the  boarding  gate. 

BAGGAGE  Airlines  usually  do  not  pay  more  than  $750  for  loss,  delay,  or 

damage  to  your  checked  baggage.  Limits  may  be  different  on 
international  trips.  You  can  increase  the  limit  by  buying 
"excess  valuation"  insurance  from  the  airline  when  you  check  in. 
Special  rules  apply  to  jewelry  and  other  valuable,  fragile  or 
perishable  items. 

ACCIDENTS  For  international  trips,  airlines  limit  their  responsibility  for 
most  cases  of  death  or  injury  to  passengers  to  $75,000. 


SMOKING 

OVERBOOKING 


READ  YOUR  TICKET  OR  ASK  FOR  MORE  INFORMATION 


Interested  parties  may  comment  on  the  Board's  proposal  by  writing  CAE, 
Docket  Section,  Docket  38021,  Washington,  D.C.  20428,  by  June  16. 
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